T his paper explores the role of cultural intelligence within libraries. Presentations were given by David Turnbull and David Wescombe-Down. David Turnbull defined culture and cultural change and discussed the importance of cultural intelligence for theological librarians. David Wescombe-Down continued the discussion and focused on the importance of coping with change and the need for effective communication to manage change correctly within an organization. To gain an understanding of cultural intelligence within a library setting, Oksana
Introduction Introduction My own cross-cultural journey has provided the background to this session. Firstly, living and working in Nigeria for a year, has shaped my paradigm for life as I had to thrive rather than survive in this different cultural context. At Gindiri College of Theology I had to make many adjustments to my lecturing style even though it was at degree level. I couldn't do small groups and classroom discussions as they expected a rote learning style. As English was their third or fourth language I had to keep the language functional. Use of narrative and drama became important.
Secondly, being involved in missional and cultural education in Christian higher education institutions in South Australia for the past fifteen years has caused me to reflect and apply the lessons from my Nigerian experience to the Australian context. Therefore I am keen to help and assist Christians to be empowered to develop a cultural paradigm alongside their ministry, spirituality and theological paradigms, and adjust to the Australian cultural context with all its diversity. So I want to start a conversation, to help you in this area.
Changing Cultural Context
The Australian context is changing. Many of you will have seen and experienced the dramatic change in Australia in the last forty years with the impact of globalization, postcolonialism and postmodernism. A significant trigger event was the election of the Whitlam Government in 1972 and the way they contributed to the demise of the White Australia policy and assimilation, and gave birth to the concept of multiculturalism.
We are living and working in a multicultural society and it is not just about ethnicity. It is about gender, socio-economics, generations, climatic groupings, organizations, abilities, religious traditions, areas of interest and sexuality. Therefore, we constantly have to engage with people who are different to ourselves.
Theological college libraries are a location where these cultural dynamics are at play and are affecting the functions and services offered. The publishing industry is affected too. These cultural dynamics can cause fear, angst, panic, stress and concern. They become threats rather than opportunities. Many of the problems facing the library community have a cultural dimension. This can cause us to be overwhelmed, critical and judgmental. This is connected to a culture shock reaction similar to, but not as extreme as, people travelling overseas. Culture shock occurs where there is uncertainty.
If not addressed, then you can become a backwater and marooned, marginalized and isolated from mainstream trends. There are numerous examples of such outcomes in the commercial, religious and educational world.
There is the need to cross the cultural chasms and manage the differences from our own cultural background. Managing difference when crossing any 'border' requires intercultural effectiveness, being contextual as Paul was when in Athens (Acts 17), and intentionality. This leads to the ability to thrive and not just survive in your context, and to turn these often perceived threats into opportunities.
Cultural Intelligence (CQ)
For such a response to difference to occur, Cultural Intelligence is required. This concept has been developed in the past decade within the business world and is relevant to any vocation/profession. 1 It is defined as "the capability to function effectively across various cultural contexts (national, ethnic, organizational, generational, etc.) ." 2 Charles Kraft defines culture as "a complex, integrated coping mechanism, belonging to and operated by a society (social group), consisting of concepts and behaviour that are patterned and learned; underlying perspectives (worldview); resulting products, both nonmaterial (customs, rituals) and material (artefacts)." 3 It can be depicted visually by an iceberg 4 or a set of concentric circles with worldview in the centre, followed by belief, values and behaviour.
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To display cultural intelligence and function effectively across different cultures/coping mechanisms, four key areas of cultural intelligence need to be developed.
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• CQ Drive refers to the motivation and confidence to cross borders, to adapt and to persist when the going gets tough.
• CQ Knowledge refers to the knowledge that people are different and how, and the way to manage the issues that arise when engaging cross-culturally.
• CQ Strategy refers to the ability to make sense of culturally diverse experiences and help plan for the engagement. • CQ Action refers to the behaviour and capabilities to change verbal and non-verbal understanding to fit. Therefore an individual or organization, through developing cultural intelligence can display positive attributes, think grey, tolerate ambiguity and suspend judgment.
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Advantages of Improved Cultural Intelligence Cultural intelligence can be measured through a self-report instrument. The results can range from being rather low where a person reacts to the external stimuli to rather high where a person automatically adjusts.
The results of becoming culturally intelligent can be positive and varied. Some benefits include smooth cross-cultural adjustment, an improved sense of personal well-being when in a cross-cultural context, and an increase in job performance. 8 Therefore, there are many advantages for theological librarians in the contemporary workplace. These include:
• Understanding and appreciating others who are different.
• Exegeting cultures for contextualization.
• Seeing the world from multiple perspectives.
• Improving communication.
• Leading to creative initiatives.
• Managing cultural conflict and stress.
Conclusion
I encourage you to develop your cultural paradigm so you can be empowered to respond to the cultural challenges that are relevant to your context. It does require a long-term perspective. You can start by reading more on the subject and there are plenty of ways to develop cultural intelligence.
There are consequences at both a personal and organizational level if cultural intelligence skills and knowledge are not developed.
David Wescombe Down will explore ways to manage changes that can occur, methods to develop cultural intelligence and look at some of the cultural challenges facing theological college libraries.
Change is upon us. Without change we will stagnate, so change is both desirable and necessary. Nobody will say that it is a comfortable, pleasant experience, always clearly communicated or always clearly understood. From an educational perspective, examples of change include the following:
• • Educational space change -wireless, BYO devices & the future of computing rooms/suites (Fgure 1). I see the nature of change for ANZTLA members may involve a process that impacts the entire knowledge sector, of which we are part. One reason for any lack of understanding regarding the need for change is often caused by ineffective communication. Communication is the number one issue in every change process, in every workplace, and in every country. What we are trying to do today is communicate effectively. For that to eventuate, everyone present needs to actively participate. "Change" is not a spectator sport! Please be active, not reactive. Remember, "Learning organizations are those that emphasize mental flexibility, team learning, a shared vision, complex thinking, and personal mastery. It is proposed that learning organizations can be promoted through participation and dialogue in the workplace. I see the nature of change for ANZTLA members may involve a process that impacts the entire knowledge sector, of which we are part. One reason for any lack of understanding regarding the need for change is often caused by ineffective communication. Communication is the number one issue in every change process, in every workplace, and in every country. What we are trying to do today is communicate effectively. For that to eventuate, everyone present needs to actively participate. "Change" is not a spectator sport! Please be active, not reactive. Remember, "Learning organizations are those that emphasize mental flexibility, team learning, a shared vision, complex thinking, and personal mastery. It is proposed that learning organizations can be promoted through participation and dialogue in the workplace. (Miller, 2006) If any part of the Knowledge Landscape is not flexible or willing/able to accommodate the changes required, the "big picture" landscape will continue to evolve dynamically ('move on'), and will remain sustainable. However, any inflexible element (you, me??) may result in our own setting becoming non-sustainable, resulting in: If any part of the Knowledge Landscape is not flexible or willing/able to accommodate the changes required, the "big picture" landscape will continue to evolve dynamically ('move on'), and will remain sustainable. However, any inflexible element (you, me??) may result in our own setting becoming non-sustainable, resulting in:
• Operational reductions
If not, today is an opportunity to "X-ray" ANZTLA, its member institutions, and the staff involved. We need to monitor what we are actually doing and how well we are aligned with our home institutions' strategic plans or strategic directions.
Beliefs, values and change... Perhaps we also need to review our beliefs and values regarding 'change', particularly with respect to the emergent knowledge landscape changes, since faith, beliefs and values form our attitude, and attitude generates our behaviour. It is our behaviour that drives our responsive or reactionary decision-making, and THEY are what will determine our future. So in 2013, for this conference & beyond, we are looking to reenergise, regroup & refocus by revisiting our thoughts and opinions about the 'big picture', the image or perception of our own library or resource centre and our roles within it and our association.
Case Studies
Oksana Feklistova, B.Phil. (Hons) , B.Ed, GradDip Information Management; Katrina Dal Lago, BA(Hons), Grad Dip Lib & Info Services Three case studies were given to small groups of conference participants for group discussion. Although the case studies varied, the questions for discussion were the same:
• List the challenges you see arising? Identify the key one.
• What needs to change?
• How do you plan to address these changes?
• How will you manage the implementation of this change?
The purpose of the discussions was not to provide 'right' or 'wrong' answers and ready solutions. The aim was to encourage participants to think about cultural intelligence and raise awareness towards attitudes which may impact on delivering library services in a culturally intelligent manner.
Below are the case studies discussed and the key findings raised.
Technological case study 10

The College is shifting to a blended learning model with online resources. Academic Heads asked the Library to support the move. Library is responding to pressure by giving preference to purchasing e-textbooks, e-books and e-journals rather than printed versions. The Library Manager is concerned about purchasing arrangements, staff and student access via LMS, the technological shift and divide.
Issue
This case study reflects a situation currently experienced by library staff at Tabor Adelaide's academic library, although we believe we are not alone and this issue may also be affecting an increasing number of ANZTLA members. Tabor Adelaide would benefit greatly from implementing e-books into its collection. Firstly, space is at a premium, library bays are already at capacity and there are no plans to extend the building. Secondly, a large proportion of our students are external, and they would benefit from the availability of additional electronic resources. From Tabor Adelaide's perspective, one of the biggest issues involved clarifying to academics that not all e-books are created equal. The phrase "no, Kindle e-books cannot be purchased because they are sold to one person and are not borrowable" became a common one in our library as we responded to many academics requests to purchase e-books from Amazon. Implementing authentication software is also another factor to be considered. To allow easy access for remote users, authentication software needs to be installed, which is a slow process as we have one IT support technician for the whole college.
CQ Response
At this stage there is not one tangible solution. While academics are digitizing readings and making them available to students online, the library has begun to slowly, slowly expand the e-book collection. We have begun purchasing from EBL as well as Cambridge Online. Communicating with lecturers is also an important aspect of the e-book transition process. We are planning to run a training session for staff to raise awareness of the e-book's potential and most importantly, the differences which exist between e-book publishers and the limitations of certain providers such as Kindle.
The ANZTLA Conference group discussion identified the following questions as priorities to be addressed:
• Funding cuts require your library to change its operating practices to better align with consumer expectations. A survey of staff and students revealed differences between students' expectations of the libraries and information accessibility and the library staff members' expectations from students. 
Student expectations of the library Staff expectations of students
The reference librarian will search the catalogue to find relevant resources.
Students are expected to search the catalogue and ask for help when they experience difficulty.
Librarian is available at short notice to provide database training when needed.
Expect students to attend information literacy sessions arranged by the library during the academic term.
Library is a place to meet and have group discussions.
Students use the library to study quietly.
Books and services are available when they need them.
If a core text book is required, the students should have their own copy.
Expect their individual and immediate needs to be met.
Expect student to adhere to rules to deliver consistency in library services for all users.
Expect that the LMS is easy to use (Googlelike) and will deliver relevant results quickly.
Expect students to spend time searching to find a broad range of resources.
Expect the library will be open over extended periods which suit their busy lives.
Realise students are busy however they should be able to come in during the 9 -6, Mon -Fri hours set by library.
CQ Response
At Tabor Adelaide Library we have begun to redefine how the library space and services are used by the students. Traditionally the Library has had just one reading space. We have recently created several new attractive group study spaces with whiteboards and computers, laptop bars with powerpoints and wireless internet access and individual study desks.
The library hosts several social events throughout the year, in order to engage students and staff in creating a rich and enjoyable learning environment and developing a sense of community within Tabor.
There is now a Student Help Desk available in the library. It is staffed by postgraduate students who assist undergraduate students with their study and research queries. Rather than forcing students into the fixed-schedule training programs, library staff have developed flexible training delivery strategies. There are opportunities for students to book a session on-demand, do self-training by watching short interactive help videos, and/or receive oneon-one assistance from a Librarian or Student Help Desk Officer.
The key Library strategy over the next few years, is to increase the number of electronic resources and enhance off-campus users' access to them. Approaches such as purchasing a new cutting-edge library management system and developing a single sign-on system are just a few ways of achieving this aim.
• 
Issue
This situation occurred at Tabor Adelaide. In regard to this situation a lecturer was concerned that many students in his class had not accessed any of the recommended reading texts in the subject outline. The library staff tried to identify the reasons behind it.
CQ Response
Rather than being judgemental and making assumptions regarding the behaviour of the students, library staff responded by first checking the history of the items to see how many of them had been borrowed. The librarian offered to visit the class during the next scheduled lesson and provide an information literacy session for the students.
During the information literacy session the librarian also took the books to class to increase student awareness and also provide an opportunity for the students to borrow the books if they chose to do so. Rather than assume the students had not read the texts, they were asked questions to clarify whether they had already purchased their own copy or read the books in the library. Only two of the students had either read or purchased the books. The students were also given a demonstration on using the subscription-based electronic resources available at Tabor Adelaide, and a session on the importance of recognising quality academic sources on the web. The session was received positively, however, no students took up the offer of borrowing the books demonstrated in the session. The reluctance on the students' part to borrow the books was not explored further. Library staff felt this was the responsibility of the lecturer to pursue as there may have been another reason the students were not accessing the materials.
One of the core issues identified by the ANZTLA Conference group in regards to this case study was communication between a lecturer and librarian. Library staff members have to recognise and examine the problem of students not being able to access the titles. Is it due to the differences in expectations and preferences between Gen X and Y? respond to the needs of their ethnically diverse clientele, please see the presentations from Gavin Glenn and Judith Bright, below.
Conclusion
The presentation has introduced the cultural paradigm concept, and its importance in the process of managing change facing theological libraries in the 21st century. It was emphasized how crucial it is to understand differences and develop appropriate skills in libraries to empower them to move forward rather than remain static.
The audience was presented with several issues that theological libraries may face that have a cultural dimension and therefore need the cultural paradigm in dealing with them. The technological, consumer culture expectations and generational case studies were discussed by the audience with a view of facilitating sharing of experiences and expertise. Reports from the case studies highlighted the importance of communication, positive attribution and research of behaviour and expectations.
Let 
